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ACTION 

CONSUMER  AFFAIRS  PROGRAM 

This  notice  is  issued  to  inform  the  public  that 
ACTION  is  establishing  a  formal  plan  to  correspond  to 
the  major  elements  of  Executive  Order  12160, 
“Providing  for  Enhancement  and  Coordination  of 
Federal  Consumer  Programs,”  dated  September  26, 
1979. 

1.  STATEMENT  OF  PURPOSE 

On  September  26, 1979,  the  President  of  the  United 
States  signed  Executive  Order  12160  which  requires 
each  agency  to  formally  establish  a  consumer  affairs 
program  in  order  to  improve  the  management, 
coordination,  and  effectiveness  of  those  programs  on  a 
government-wide  basis. 

Additionally,  the  Executive  order  contained  a 
provision  for  the  exemption  of  those  agencies  which 
do  not  affect  the  consumer. 

ACTION  does  not  have  a  statutorily  established 
regulatory  role  in  the  marketplace  nor  does  it  affect 
the  provision  of  property,  goods,  services,  or  credit  to 
consumers. 

However,  ACTION,  with  its  mission  of  assisting  the 
poor  and  disadvantaged  to  become  a  part  of  the 
mainstream  of  American  life,  has  utilized  the 
consumer  affairs  mechanism  as  a  primary  means  to 
achieve  its  goals.  This  is  accomplished  with  a 
relatively  small  staff  of  emplyees  backed  by  a  much 
larger  number  of  volunteers. 

Thus,  while  the  Agency  has  requested  exemption 
from  full  compliance  with  the  provisions  of  the 
Executive  order  based  on  its  small  staff  and  limited 
mission,  it  is  committed  to  an  active  role  in  support  of 
the  President’s  consumer  affairs  program.  To  diis  end, 
ACTION  is  establishing  a  formal  plan  to  correspond  to 
the  major  elements  of  the  Executive  order.  In  addition, 
the  Agency,  based  on  its  mission  to  asist  the  poor  and 
disadvantaged,  proposes  to  make  its  consumer  interest 
programs  a  part  of  the  larger  Federal  effort  by 
assuming  an  advisory  role  on  the  President’s 
Consumer  Affairs  Council  and  by  providing  a  bridge 
between  the  overall  Federal  effort  and  those  poor  and 
disadvantaged  citizens  with  whom  ACTION  works  in 
its  estalished  programs. 

2.  CONSUMER  AFFAIRS  PERSPECTIVE 

A.  Executive  Order  Requirements 

Agencies  shall  have  identifiable,  accessible 
professional  staffs  of  consumer  affairs  personnel 
authorized  to  participate,  in  a  manner  not  inconsistent 
with  applicable  statutes,  in  the  development  and 
review  of  all  agency  rules,  policies,  programs,  and 
legislation. 

B.  ACTION  Program 

Due  to  ACTION’S  relatively  small  size  and  narrow 
scope  of  activities  the  Agency  will  utilize  existing 
organizations  and  staff  to  promote  the  consumer 
affairs  perspective.  The  Office  of  Compliance,  which 


reports  directly  to  the  Agency  Director,  has  been 
designated  as  the  ACTION  unit  responsible  for  these 
activities.  This  office  is  currently  assigned 
responsibility  for  and  will  continue  to  exercise  its 
duties  relative  to  agency  inspections,  audits  and  the 
EEO  program. 

The  additional  responsibility  for  the  consumer 
affairs  program  is  compatible  with  that  office’s  current 
activities  in  assuring  agency  compliance  with  legal 
and  regulatory  requirements  and  with  the  coordinative 
role  that  the  office  now  plays.  In  as  much  as  the  other 
offices  will  have  responsibility  for  the  operational 
aspects  of  parts  of  this  program  the  Office  of 
Compliance  will  exercise  overall  program  management 
authority  and  responsibility. 

While  the  Office  of  Compliance,  as  a  primary  staff 
office  to  the  Agency  Director,  currently  participates  in 
the  development  and  review  of  all  rules,  policies 
programs  and  legislation,  the  assignment  of  the 
consumer  affairs  program  will  require  that  the  office 
consider  that  program  in  its  deliberations.  Thus,  the 
consumer  affairs  perspective  will  specifically  and 
automatically  be  a  component  of  the  Agency  decision 
processes. 

Additionally,  the  Assistant  Director  for  Compliance 
will  chair  the  ACTION  Consumers  Affairs  Council 
which,  as  outlined  in  part  8  of  this  plan,  will  play  a 
major  role  in  promoting  and  coordinating  the  ACTION 
consumer  interest  activities  of  ACTION  programs  with 
those  of  other  Federal  agencies. 

3.  CONSUMER  PARTICIPATION 

A.  Executive  Order  Requirement 

Agencies  shall  establish  procedures  for  the  early  and 
meaningful  participation  by  consumers  in  the 
development  and  review  of  all  agency  rules,  policies, 
and  programs.  Such  procedures  shall  include 
provisions  to  assure  that  consumer  concerns  are 
adequately  analyzed  and  considered  in  decision¬ 
making.  To  facilitate  the  expression  of  those  concerns, 
agencies  shall  provide  for  forums  at  which  consumers 
can  meet  with  agency  decision-makers.  In  addition, 
agencies  shall  make  affirmative  efforts  to  inform 
consumers  of  pending  proceedings  and  of  the 
opportunities  available  for  participation  therein. 

B.  ACTION  Program 

The  "consumers”  affected  by  ACTION  programs  are 
the  poor  and  disadvantaged  who  are  most  likely  to 
benefit  from  the  Agency  programs.  It  is  this  group  of 
people  who  make  up  the  grassroots  organizations  who 
shape  and  guide  the  individual  Agency  activities. 
Through  their  requests  for  volunteers,  informational 
materials,  technical  assistance  or  funding  they 
determine  which  programs  best  fit  their  needs  and,  in 
the  form  of  “sponsoring  organizations”,  supervise  the 
conduct  of  the  projects  on  on-going  basis. 

Additionally,  the  Agency  field  structure  through  its 
Regional  and  State  offices  provides  a  direct  line  of 
communication  and  cooperation  between  Agency 
officials  and  community  members/ volunteers,  assuring 


Federal  Register  /  Vol.  44,  No.  238  /  Monday,  December  10,  1979  /  Notices 


71265 


that  these  individuals  are  provided  the  opportunity  for 
expressing  their  concerns  to  Agency  officials. 

In  order  to  further  promote  a  unified  consumer 
affairs  perspective,  each  office  with  domestic  concerns 
shall  be  represented  on  the  ACTION  Consumer  Affairs 
Council.  The  Council  shall  be  charged  with  providing  a 
forum  whereby  consumer  concerns  may  be  the 
primary  focus  in  the  consideration  of  Agency  rules, 
policies  and  programs. 

4.  INFORMATIONAL  MATERIALS 

A.  Executive  Order  Requirement 

Agencies  shall  produce  and  distribute  materials  to 
inform  consumers  about  the  agencies’  responsibilities 
and  services,  about  their  procedures  for  consumer 
participation,  and  about  aspects  of  the  marketplace  for 
which  they  have  responsibility.  In  addition,  each 
agency  shall  make  available  to  consumers  who  attend 
agency  meetings  open  to  the  public  materials  designed 
to  make  those  meetings  comprehensible  to  them. 

B.  ACTION  Program 

The  Agency  currently  publishes  and  distributes  a 
wide  variety  of  informational  material  to  state,  local 
and  community  organizations.  These  materials  explain 
the  Agency,  its  programs  and  services  available  and 
how  the  citizen  may  participate,  but  are  not 
specifically  oriented  toward  the  consumer  program 
required  by  the  Executive  Order.  A  list  of  these 
materials  and/or  copies  may  be  obtained  by  writing: 
ACTION,  Office  of  Recruitment  and  Communications, 
806  Connecticut  Avenue  NW„  Washington,  D.C.  20525. 

Additionally,  the  Office  of  Recruitment  and 
Communications  will  prepare  an  information  pamphlet 
that  describes  the  ACTION  consumer  affairs  program 
required  by  the  Executive  Order  in  terms  of  agency 
responsibilities  and  services,  procedures  for  consumer 
participation  and  marketplace  information.  This 
pamphlet  will  be  distributed  by  July  1980  through  the 
Agency  field  structure  to  the  state,  local  and 
community  organizations  that  sponsor  Agency  projects 
or  that  are  potential  sponsors  for  Agency  programs. 

5.  EDUCATION  AND  TRAINING 

A.  Executive  Order  Requirement 

Agencies  shall  educate  their  staff  members  about  the 
Federal  consumer  policy  embodied  in  this  Order  and 
about  the  agencies’  programs  for  carrying  out  that 
policy.  Specialized  training  shall  be  provided  to 
agency  consumer  affairs  personnel  and,  to  the  extent 
considered  appropriate  by  each  agency  and  in  a 
manner  not  inconsistent  with  applicable  statutes, 
technical  assistance  shall  be  made  available  to 
consumers  and  their  organizations. 

B.  ACTION  Program 

The  Agency  currently  provides  extensive  training  for 
those  staff  members  and  volunteers  who  are 
responsible  for  providing  Agency  services  to  the 
sponsoring  organizations  and  individuals. 


Additionally,  new  courses  will  be  designed  and 
written  material  provided  to  assure  that  the 
appropriate  individuals  are  fully  versed  in  the 
requirements  of  the  Executive  Order  and  ACTION’S 
implementing  program.  Further,  the  Agency  will  take 
steps  to  provide  training  and  training  materials 
regarding  “consumer  interests”  programs  as  reflected 
in  the  programs  of  other  agencies  and  the  activities  of 
the  President’s  Consumer  Affairs  Council. 

6.  COMPLAINT  HANDLING 

A.  Executive  Order  Requirement 

Agencies  shall  establish  procedures  for 
systematically  logging  in,  investigating,  and 
responding,  to  consumer  complaints,  and  for 
integrating  analyses  of  complaints  into  the 
development  of  policy. 

B.  ACTION  Program 

The  agency’s  public  information  program  proposed 
in  part  4  of  this  plan  will  serve  to  heighten  public 
awareness  of  the  agency’s  receptivity  to  complaints. 
Any  cojnplaints  received  by  the  Agency  will  be 
processed  through  the  controlled  correspondence 
system  maintained  by  the  Office  of  Administration 
and  Finance.  This  office  is  responsible  for  logging  in, 
routing,  monitoring,  and  dispatching  correspondence 
requiring  special  attention.  While  consumer 
complaints  must  be  routed  to  the  appropriate  ACTION 
office  for  resolution,  a  copy  of  each  complaint  will  also 
be  provided  to  the  Office  of  Compliance  as  the  agency 
focal  point  for  consumer  affairs.  All  such  complaints 
will  be  answered  within  two  weeks  of  receipt  by  the 
Agency.  The  Office  of  Compliance  will  monitor  this 
system  and,  as  necessary,  assist  the  appropriate 
program  office  in  the  investigation  and  reply. 
Additionally,  the  Office  of  Compliance  will  prepare 
periodic  reports  to  Agency  management  with  an 
analysis  of  the  complaints  and  will  assure  that  the 
ACTION  Consumer  Affairs  Council  is  advised  of  the 
content  and  analysis  of  such  complaints.  Thus, 
consumer  complaints  will  become  a  part  of  the  policy 
making  process  by  the  program  offices,  by  agency 
management  and,  specifically  by  the  Office  of 
Compliance  and  the  ACTION  Consumer  Affairs 
Council. 

7.  OVERSIGHT 

A.  Executive  Order  Requirement 

The  head  of  each  agency  shall  designate  a  senior- 
level  offical  within  that  agency  to  exercise,  as  the 
official’s  sole  responsibility,  policy  direction  for,  and 
coordination  and  oversight  of,  the  agency’s  consumer 
activities.  The  designated  official  shall  report  directly 
to  the  head  of  the  agency  and  shall  apprise  the  agency 
head  of  the  potential  impact  on  consumers  of 
particular  policy  initiatives  under  development  or 
review  within  the  agency. 
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B.  ACTION  Program 

The  Assistant  Director  for  Compliance  is  designated 
as  the  agency  senior  level  official  responsible  for  the 
oversight  of  the  agency’s  consumer  activities.  The 
Assistant  Director  for  Compliance  reports  directly  to 
the  ACTION  Director  and  currently  is  classified  as  a 
FSR-1.  In  addition  to  heading  the  Office  of 
Compliance,  the  organization  that  comprises  the 
consumer  affairs  staff,  and  serving  as  the  chairman  of 
the  ACTION  Consumer  Affairs  Council,  the  Assistant 
Director  is  also  responsible  for  coordinating  the 
individual  parts  of  ACTION'S  consumer  affairs 
program  described  above  in  parts  2  through  6  and 
providing  policy  direction  to  the  Agency  program. 

8.  ACTION’S  Consumer  Affairs  Council 

Due  to  ACTION’S  intense  interest  in  the  success  of 
the  Federal  Consumer  Affairs  Program  and  desire  to 
be  an  integral  part  of  that  program  the  Agency  shall 
form  an  ACTION  Consumer  Affairs  Council. 

A.  Membership 

The  following  Agency  offices  shall  be  represented  on 
the  Council: 

— Office  of  Compliance. 

— Office  of  Domestic  and  Anti-Poverty  Operations. 

— Office  of  Recruitment  and  Communications. 

— Office  of  Administration  and  Finance. 

— Office  of  Voluntary  Citizen  Participation. 

— Office  of  Policy  and  Planning. 

B.  Purpose 

The  Council  shall  provide  for  overall  coordination  of 
the  Agency’s  Consumer  Affairs  Program.  In  this 
capacity  the  Council  shall: 

— In  the  form  of  the  chairman,  represent  ACTION  on 
the  President’s  Consumer  Affairs  Council; 

— Consider  the  consumer  complaints  received  by 
ACTION  in  its  deliberations; 

— Participate  in  the  formulation  and  review  of 
Agency  rules,  policies,  programs  and  legislation; 

— Act  as  a  mechanism  to  transmit  information 
received  from  the  President’s  Council  through  the 
ACTION  headquarters  and  field  structure  to  the 
volunteers  and  community  grassroots  organizations. 

— Act  as  a  mechanism  to  transmit  consumer 
concerns  received  from  the  volunteers  and  community 
grassroots  organizations  to  the  President’s  Council  and 
other  Federal  Agencies. 

This  Agency  contact  for  this  program  is  Raul 
Rodriquez,  Assistant  Director  for  Compliance, 

ACTION,  Washington,  D.C.  20525,  telephone  (202)  254- 
5940. 

Signed  at  Washington,  D.C.,  this  4th  day  of  December  1979. 
Sam  Brown, 

Director  of  A  CTION. 

(FR  Doc.  79-37726  Filed  12-7-79:  8:45  am] 
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